
ORIGINAL

soumwesr GAS CIIRPIIIIIITIIIII

f

2091 90 13 1.7: 22

'~'wl\... I

EYE)
I r..U

4->

s84 ,t """' I
u 1: 3. . .

I ll lllllllllllllllIII
0000093891

97

February 18, 2009

Docket Control Office
Arizona Corporation Commission
1200 West Washington Street
Phoenix, AZ 85007-2996

Subject: Communications Plan for Arizona Low-Income Bill Assistance Program
Docket No. G-01551A-08-0556

Southwest Gas Corporation (Southwest) herewith submits for filing an original and
thirteen (13) copies of its Communications Plan for its Arizona Low-Income Bill
Assistance program, in compliance with Decision No. 70660, dated December 22,
2008, in the above-referenced docket.

Respectfully submitted ,

SOUTHWEST GAS CORPORATION

By: •

Debra S. Gallo

Mr. Ernest Johnson, ACC
Ms. Jodi Jericho, RUCO
Compliance Section, ACC
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Communications Plan
for

Arizona Bill Assistance

February 2009



1. Research

A. Background

On December 22, 2008, the Arizona Corporation Commission (ACC) in Decision

No. 70660 (Docket No. 01551A-08-0556) ordered Southwest Gas Corporation

(Southwest) to enhance its outreach of bill assistance to focus directly on late-

paying customers, and that information on bill assistance be made available to

late-paying customers before they are disconnected or reach a level of

delinquency requiring a security deposit or an increase in a deposit. The ACC

expressed concern that customers who are required to pay both deposits and

monthly bills out of their bill assistance funding are likely to use more assistance

funding overall since part of the money is tied up in deposits. Consequently, the

ACC directed Southwest to develop a Communications Plan outlining how it will

provide earlier and more targeted communication/information on bill assistance to

customers who are having problems paying their natural gas bills or before they

are disconnected.

B. Audiences - Low-income customers

1. LIRA (Low Income Ratepayer Assistance) Customers

2. Late-Paying Customers

3. Disconnect Customers

11. Action Plan

A. Our goal is to:

Communicate to residential customers who are having trouble paying their natural

gas bills and encourage them to call Southwest or a Community Action Agency

regarding bill assistance and/or to make pay arrangements before they are

disconnected or arrears become extensive.



B. Key messages will encourage customers to:

1. Call Southwest to make payment arrangements or inquire about information

regarding bill payment options.

2. Call a local Community Action Agency for bill assistance.

3. Apply for low-income bill assistance programs, if applicable.

4. Sign up for LIRA, if applicable.

5. Use energy saving tips to help lower utility bills.

C. Methods for communicating our key messages:

1. Annual LIRA Letter

2. Disconnect/Deposit Assistance Letter

3. Annual Assistance Letter

4. Web site

5. Public Service Announcement/Radio

6. Community Outreach

111. Implementation

Communications to Arizona residential customers will commence in the first quarter

2009, by using the Annual LIRA Letter and Disconnect Letter which includes a LIRA

application.

A. Annual LIRA Letter - Southwest will distribute an annual letter to our current

LIRA customers informing them to call Southwest if they need to make payment

arrangements before they are disconnected or progress into long-term

delinquency, and provide them with community resources, as well as energy

conservation tips. - Implement 1 S[ Quarter 2009 (Example 1)



B. Disconnect/Deposit Assistance Letter - Southwest will automatically distribute

a letter to those customers who do not have an adequate deposit and who have

received two disconnect notices within a 12-month period. The letter will include

bill assistance resources and energy conservation tips, as well as the LIRA

application. - 1st - 4th Quarters (Example 2)

C. Annual Assistance Letter - Southwest will distribute a letter to customers who

have three late payments within a 12-month period to provide them with bill

assistance information and energy conservation resources, as well as the LIRA

application. This letter will be distributed before the winter. heating season - 3rd

Quarter (Example 3)

D. Web site - Southwest will update its Web site with a "Need Help Paying Your

Bill'?" link on the homepage, as well as updating the community resources page to

include the ArizonaSelfHelp.org Web site link, which is a free, one-stop-shop and

easy way for Arizona residents to obtain a list of 25 different health and human

services programs. ArizonaSeifHelp.org is a project by Arizona Community

Action Association and is not affiliated with any state agency. -. Implement 2l'ld

Quarter 2009 (Example 4)

E. Public Service Announcements/Radio -- Southwest developed radio Public

Service Announcements (PSAs) for the Arizona Community Action Association

(ACAA). The PSAs are generic messages for utility customers to call if they are

having trouble paying their bill and encourage them to take advantage of utility

and community resources before they are disconnected. The radio spots will run

in both English and Spanish. Southwest plans to assist ACAA with distributing

the PSAs to radio stations throughout Arizona. - 2l1d - 4th Quarter 2009

(Example 5)



F. Community Outreach Southwest will assist with community outreach events

such as the CARE Fair in Tucson, Community Action Day in Casa Grande, or

general community outreach events when requested or where applicable.

Southwest will provide community agencies with energy education materials and

LIRA applications for the various community events as needed.

Iv. Results

During implementation, this plan will be monitored and adjusted by Southwest based

on response rate, increase of LIRA applications, the percentage of bill assistance

funding going towards deposits, and communications with the ACC Staff.



EXAMPLE 1 - Annual LIRA Letter

Dear LIRA Customer

At Southwest Gas, we understand that our customers occasionally experience financial
hardships. As such, we make every effort to work with our customers on deferred payment plans
that meet customer needs, and help us avoid service disconnections

If you are currently experiencing a problem paying your bill, or anticipate that a problem may
soon occur, please call us at 1-877-860-6020 to discuss your payment options. We can also
provide contact information for your local community action agency

To access your Southwest Gas account information, 24-hours a day, 7 days a week, call the
number above to utilize the automated Interactive Voice Response (IVY) option. Available
options include

Account Status - Account balance, amount due, due date, and last payment received
Payment Extensions - Eligible customers will receive a three-day extension
Payment Locations - Pay Station locations by zip code and corporate
mailing address
Information to Pay by Debit/Credit Card or Electronic Check
Optional Payment Plans - Automatic Payment Plan and Equal Payment Plan, and
E - Bil l
Financial Assistance and Low Income Programs

You can receive additional information regarding bill assistance by visiting
www.ArizonaSel:fHel .org. The Southwest Gas website, www.swgas.com, also provides energy
saving tips that may help you save money each month. Below are some helpful tips

During the winter, and health permitting, set the thermostat between 66-68 degrees while
at home. It is estimated that for each degree the thermostat is lowered, two percent can be
saved on your heating bill
Replace air filters on a monthly basis to help improve airflow
Open shades, blinds and draperies in rooms that receive direct sunlight to take advantage
of the sun's warmth. and be sure to close them before the sun sets
Utilize inexpensive energy-efiicient improvements such as caulking and weather
stripping around doors and Windows to insulate against drafts
Run full loads when washing dishes or clothes to save detergent, time, and energy
Drying clothes one after the other and keeping the lint filter clean, speeds drying time and
saves energy
Save water and money by insulating pipes and repairing leaky water faucets

Again, please call us as soon as possible if you experience problems paying your bill. The
sooner we can work together, the better the solution



EXAMPLE 2 -. Disconnect/Deposit Assistance Letter

Dear (customer name) :

Southwest Gas would like to remind you that when you pay your natural gas bills by the "due
date," you avoid late-pay charges as well as the need to pay a security or additional deposit on
your account.

Because we appreciate your business and consider you a valued customer, we want to provide
you with some information that can help address any future bill payment issues.

To access information regarding bill assistance, go to If you have
any questions or would like information on convenient payment options, bill assistance or
energy-saving tips, please visit our website at ygww or call one of our helpful
Customer Assistance representatives at 1-877-860-6020.

.so 5-C.i§*.!ll=

Due to heavy call volume on Mondays and Fridays, we recommend that you call Tuesday
through Thursday, if possible, for quicker service.

Sincerely,

Customer Assistance Department



EXAINIPLE 3 - Annual Assistance Letter

Dear (customer name):

Southwest Gas would like to remind you that when you pay your natural gas bills by the "due
date," you avoid any late-pay charges.

Because we appreciate your business and consider you a valued customer, we want to provide
you with some information that can help address any future bill payment issues.

To access information regarding bill assistance, go to ww'\vA3;;g 3eifHelp.org1. If you have
any questions or would like information on convenient payment options, bill assistance or
energy-saving tips, please visit our website at 9 Qas.com,or call 1-877-860-6020 to speak
with one of our helpful Customer Assistance representatives.

Due to heavy call volume on Mondays and Fridays, we recommend that you call Tuesday
through Thursday, if possible, for quicker service.

Sincerely,

Customer Assistance Department
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EXAMPLE 4 - Southwest Gas Web site
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EXAMPLE 4 - Southwest Gas Web site

Arizona Assistance Programs Page

Assistance
Programs

Arizona Assistance Programs

Arizona
Assistance
Programs

Low-Income Energy Conservation Bill Assistance Program- This
program is a short-term aid for low-income Southwest Gas customers
who are facing a hardship or find themselves in a crisis. Mead more.

Low-Income Ratepayer Assistance (LIRA) Get a discount on your
gas bill! Read more...

Deferred Payment Program- If you can demonstrate a hardship and
have outstanding bills, our deferred payment plan allows you to pay your
bill over an extended period of time. Read more...

Energy Share Program- This program is an emergency fund which
provides direct assistance to qualified people with unexpected financial
difficulties, such as the loss of a job or a medical emergency. Your tax
deductible Energy Share donations are completely managed and
distributed by The Salvation Army. One hundred percent of all donations
are used to help families and individuals in need. To learn more, Read
more...
To contribute to Energy Share, click here.

Arizona Self Help - For additional health and human service programs
that are available, please visit www.arizonaselfhelp.org. This is an
Arizona Community Action Association sponsored project and is not
affiliated with any state agency.



EXAMPLE 5 - Public Service Announcements

ARIZONA COMMUNITY ACTION AGENCY
Public Service Announcements (PSAs)

Radio Spots

:30 second PSAs

#1
Your local utility wants you to know that ifyou're having trouble paying your gas or electric bill,
give them a call before you receive that disconnect or late notice.

They understand that these are difficult financial times and are here to help.
You can also log onto www.arizonaselfhelp.org for more information about energy bill
assistance.

Make the call today. You're not alone.

#2
Have the stresses of rising prices, lower home values and increasing job uncertainties left you
feeling overwhelmed with nowhere to turn?

Your local energy utility understands and wants to assist you during these times.
If you're having trouble paying your gas or electric bill, call your local utility or log onto
www,arizonaseltbelpcrg for information about energy bill assistance programs.

These are stressful times. However, it's good to know, you're not alone.
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